Regulation of the functioning of the telephone hotline of JSC «UZVTORСVETMET»
I. GENERAL PROVISIONS
1. This Regulation determines the procedure for accepting, processing and reviewing applications, complaints and other applications of legal entities and individuals via telephone communication (hereinafter - "helpline").
2. This Regulation determines the procedure for accepting, processing and reviewing applications, complaints and other applications of legal entities and individuals via telephone communication (hereinafter - "helpline").
3. By telephone hotline are accepted:
· applications - requests for assistance in the implementation of their legal rights, freedoms and interests;
· complaints - requests for restitution of violated legal rights, freedoms and interests;другие обращения.

In addition, by reference to the hotline, reference information on the activities of JSC «UZVTORСVETMET» can be provided:
· about the list of manufactured and sold products;
· on other issues related to the activities of JSC UZVTORСVETMET", which do not contain information of limited access and service character. 

The main source for providing background information on the activities of JSC "UZVTORСVETMET" is information posted on the official website (www.uzvtorcvetmet.uz).

4. The helpline is established in the service for dealing with appeals from individuals and legal entities of the management of JSC «UZVTORСVETMET» (hereinafter referred to as the "Service").
II. PROCEDURE OF RECEIVING AND PREPARING APPEALS ACCRUED BY THE TRUST TELEPHONE
5. Reception of applications received by the hotline is carried out round the clock.
6. Appeals on the hotline are carried out by dialing to the phone number in a single international format + 998-99-444-06-50).
7. When answering phone calls by a telephone hotline, the employee receiving the call is obliged:
· explain to the caller that the helpline functions solely for receiving applications, proposals and complaints from him, and also to inform that the provision of knowingly false information entails responsibility in accordance with the procedure established by law; 

· offer the caller to provide the information and information specified in clause 9 of these Regulations.
8. Appeals from individuals and legal entities that are received by the hotline are registered in the register of appeals, and submitted to the relevant services of JSC «UZVTORСVETMET».
9. When applying on the hotline, individuals and legal entities are required to provide the name, first name, patronymic, information about the place of residence, name, TIN of the legal entity that they represent, the postal address to which the response should be sent, the telephone number for feedback, and to state the essence and content of the appeal.
10. Appeals in which the information and information specified in clause 9 of these Regulations are not submitted, are not subject to registration and are not subject to review.

11. When communicating over the hotline, you need to be polite and sensitive, but at the same time adhere to the official tone. It is forbidden to show rudeness and disrespect to the interlocutor, to use informal words, phrases and speech turns.
12. If the interlocutor violates the requirements of the legislation, displays aggression, expresses threats, reports on the committed or planned crime, it is necessary to record the exact time of the call, the number of the caller by the telephone number determiner and inform the main office of JSC «UZVTORСVETMET».
III. PROCEDURE FOR CONSIDERATION OF APPEALS ACCEPTED BY THE TRUST TELEPHONE
14. Appeals received by the hotline are considered by the relevant services of JSC «UZVTORСVETMET».
15. Appeals are considered within a period of up to one month from the date of receipt, except for those applications that require additional study.

16. Applications and complaints are considered within a period of up to one month from the date of receipt, and not requiring further study and verification - no later than fifteen days. 

17. The chief of the Service is obliged to supervise the implementation of the decision taken on the basis of the consideration of the appeal.

18. In case of receipt by telephone of appeals on issues, consideration of which is not within the competence of JSC «UZVTORСVETMET», in the established manner explanations and recommendations are given to apply to the relevant organizations.

19. Appeals considered by the company management are returned to the head of the service for handling applications of individuals and legal entities of JSC «UZVTORСVETMET» to enter a log in accordance with their resolution and to transmit the document to the executor who, upon consideration of the appeal by the relevant management services of JSC «UZVTORСVETMET», compiles a certificate and in writing, informs the person who appeals about the results of the examination and the substance of the decision taken.
19.1. The applicant is registered with the Service by the Service and on the same day is transferred to the "Service for control of performing discipline and work with appeals of Individuals and Legal Entities" to be sent to the applicant.
20. The head of the service for work with appeals of individuals and legal entities of the office of JSC «UZVTORСVETMET» in the established manner analyzes the consolidated statements, proposals and complaints with a view to timely identifying and eliminating the causes that give rise to violations of the legal rights, freedoms and interests of individuals and legal entities.
IV. FINAL PROVISIONS
21. Persons working with information received by the hotline are personally responsible for keeping confidential the information received in accordance with the legislation of the Republic of Uzbekistan.

